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COMPLAINT REVIEW PROCESS 


Complaint Received from: 
-General Public 
- Mandatory Reporting (e.g., malpractice insurance 
carriers, courts, coroners, peer review committees) 

Quality of Care Issue 
-Request Medical Release 
-Obtain patient records and 
-Physician Summary 

Analyst Review to Determine: 
-Soard Jurisdiction 
-Type of Complaint/Priority 

Medical Consultant Review to determine if treatment 
within standard of practice. Recommends either: 

-Close - no violation (care within standard) 
-Close ­ insufficient evidence (simple departure from 

standard) 
- Refer to Investigation (possible extreme departure) 

Technical Violations (e.g., Failure to Release Medical Records, 
False/Misleading Advertising, Patient Abandonment, Fraud) 

-Request Physician Response and 
-Related Documentation 

Entered into the Complaint Tracking System (CAS) 
-Acknowledgement Letter Sent 
- Referred if individual not licensed by the Board 
-Complaint File Referred to Analyst for Review 

UrgentlHigh Priority 
-Sexual Misconduct 
-Physician Impairment 
-Unlicensed Practice 

Refer to Appropriate Agency 

Ir-------.-II Refer to Investigation 

Refer to Manager to determine complaint disposition: 
-Close - no violation 
-Close - insufficient evidence or compliance obtained 
-Refer to Citation and Fine 
- Refer to Investigation 
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Strategic Plan 
Objective 5.2: Reduce disciplinary timelines, complaint processing and investigations by 10-20%; 

Complaint processing averaging under 70 days with 50-60% under 50 days. 

Average Days to Process a Complaint in CCU 

Month FY 07/08 FY 08/09 FY 09/10 FY 10/11 

July If 57 - If 73 II 79 1\ 73 

II II I'August 54 !i 76 78 69 77 

September II 54 II 75 II 76 


October 'I 54 I~ 75 I 
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November II 55 76 75~C ~C 
LI II IIDecember 55 75 76 
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January II 57 75 II 76~C 
February 58 -:1 76 I', 76 

March II 59 II 76 76~L
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Quality of Care Complaint Processing Time 


Complaint received, initiated in tracking 
system, acknowledgement letter sent to 
consumer 

10 
days 

..... 
~ 

eeu Analyst performs initial complaint review · 
to determine info needed to review complaint 
allegations 

7 days 

-
ceu Analyst requests medical release from 
complainant - allowed 10 days to respond . If no 
response received, 2nd request is sent with 10 
days response time 

File referred for medical specialty assignment. 
Analyst identifies appropriate/available medical 
expert to review case 

10 days 

25 days 
..... 

" 

7 days 

CCU Analyst requests relevant patient records and 
physician summary. Statutory timeframes for 
response to MBe requests for records: 
• 30 days from facilities (hospitals, clinics, etc.) 
• 15 days directly from physician offices 
• 10 days for physician summary 

1 35 days 

ecu Analyst reviews records/summary to 
determine if expert review is needed. If not 
needed, case referred to ceu ManagerlDAG for 
concurrence with closure 

Same specialty expert review to determine if 28 days
treatment is within standard of practice 


~ II Expert review recommends either: 

• Close - no violation (no departure) Processing time for quality of care case can range 
• Close - insufficient evidence (simple departure) from 70- 122 days to complete 
• Refer for investigation (possible extreme departure) 
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Physician Conduct Complaint Processing Time 

CCU Analyst performs initial complaint review to Complaint received, initiated in tracking 10 
determine info needed to review complaint system, acknowledgement letter sent to days .... 

- allegationsconsumer y 

Urgent ComplaintIMandated Priority 7 days 
• Sexual Misconduct 
• Physician Impairment 
• Excessive Prescribing 

1 

I 	 ~ 
• Close - insufficient evidence /compliance obtained ~ 

1/ 

CCU Analyst requests additional 
information from complainant (if needed) 
and/or physician response to complaint 
• Allow complainant 10 days to respond 
• Allow physician 15 days to respond . If 
no response received, 2nd request is sent 
with 10 days response time 

1 35 days• Refer for citation if violation confIrmed 	 7 days 
• 	 Refer for investigation Ii II 

Review response from physician to 
determine if violation oflaw exists 

Processing time for a physician conduct case can 
range from 17 - 59 days to complete 
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GOALS FOR IMPROVING CASE AGING 


• Reduce the time required for complaint initiation from 10 days to 
5 days 

• Reduce length of time required for medical consultant review on 
quality of care cases 

• Continue specialized training for consumer services analysts to 
improve efficiency and effectiveness in managing complaint 
caseloads 
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